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ABSTRACT 
Relationships between pharmacists and patients have become more important 
with the adoption of patient-centred care in the provision of healthcare in New 
Zealand. Competence standards for communication and relationship building, 
which have been introduced for pharmacists, highlight the importance of 
continuing professional development for best practice. This study explored how 
pharmacists built relationships with patients and how communication skills 
training might contribute to this process. A quantitative survey method including 
both closed and open questions was used to elicit the views of pharmacists and 
this was analysed using an interpretive process. Pharmacists were found to build 
relationships using a friendly and respectful approach with appropriate 
questioning and listening techniques and checking for understanding. It took time 
to build relationships, but they were seen as essential. Learning to build 
relationships happened during everyday practice over time. Focused study with 
experiential methods was seen as helpful by some respondents, although 
transfer of this learning to practice in real life was found to be challenging. The 
literature supported these findings including the recognition of difficulty with 
implementing changes into practice. 
ii 
ACKNOWLEDGEMENTS 
I am very grateful to those individuals who have taken the time to respond to this study. 
Thank you very much. Without your generous efforts this project would not have the 
richness that it has achieved. 
I wish to thank my supervisors, Dr Linda Leach and dr marg gilling , whose consistent 
support and attention has enabled this work to be completed in the unfortunately 
shortened time frame. Thank you sincerely for your inspiration and encouragement, 
which is greatly appreciated . 
I also wish to acknowledge support for this study from the Pharmaceutical Society of 
New Zealand and the New Zealand College of Pharmacists, which was forthcoming in 
the form of administrative help with stationery, copying and postage of the 
questionnaires and receipt of the responses. 
Another step taken in preparing the ground for the questionnaire to be sent out was to 
seek endorsement from the Pharmacy Guild of New Zealand . The Guild has a policy of 
notifying their proprietor rnembers of supported research projects, which has the effect of 
raising the profile of the study and eliciting more responses. This support was offered 
and greatly appreciated. 
iii 
BUILDING PHARMACIST-PATIENT RELATIONSHIPS 
CONTENTS 
CHAPTER 1: BUILDING PHARMACIST-PATIENT RELATIONSHIPS 
Introduction 
Background 
Changes In Healthcare 
Pharmacy Services 
Pharmacist Roles 
Power Issues Within These Changes 
Patient Safety And Competence Standards 
Pharmacist Training Courses And Communication Topics 
Overview And Structure 
CHAPTER 2: LITERATURE REVIEW 
Overview 
Relationship Building 
Introduction 
Interpersonal Sensitivity 
The Patient's Viewpoint 
Partnership Building 
The Effect Of Personality 
Cultural Sensitivities 
Blocking Behaviours 
Learning To Build Relationships 
The Learning Process 
Self-Directed Learning 
Debating The Case For Training 
Training Courses 
Learning Methods 
Conclusion 
Page Number 
1 
2 
3 
4 
5 
6 
7 
8 
9 
12 
12 
12 
13 
14 
15 
16 
18 
19 
19 
19 
20 
22 
23 
24 
27 
iv 
CHAPTER3:METHODOLOGY 
Context 
Methodology 
Method 
Sample 
Response Rate 
Analysis Of Data 
Limitations Of The Research 
Ethical Considerations 
Overview 
CHAPTER 4: ANALYSIS OF DATA 
Introduction 
Demographics: Years of Experience (Question 1) 
Demographics: Gender (Question 2) 
Ethnicity (Question 3) 
Gaining Relationship Building Skills - Methods (Question 4) 
Gaining Relationship Building Skills - Comments (Question 5) 
Everyday Experiences 
Observing Others 
Motivating Factors 
Time 
Personality 
Interpersonal Sensitivity 
Reading 
Building Professional Relationships - Own Culture (Question 6) 
Being Friendly, Interested And Helpful 
Showing Respect And Concern 
Being Honest And Trustworthy 
Talking, Listening And Language 
Time 
Building Professional Relationships - Other Cultures (Question 7) 
Respect 
Being Friendly And Helpful 
28 
28 
32 
32 
33 
34 
35 
37 
40 
41 
41 
43 
45 
47 
51 
51 
52 
52 
53 
53 
53 
53 
54 
54 
55 
55 
55 
56 
56 
56 
57 
v 
Understanding 
Language 
Cultural Sensitivity 
Time 
Learning More (Question 8) 
Training Courses Undertaken (Question 9) 
Hours Of Study 
Course Topics 
Beneficial Topics 
Teaching Methods 
Effective Methods 
Improvements To Pharmacy Practice (Question 10) 
Learning To Build Relationships (Question 11 a) 
Listening 
Talking 
Attitudes 
Time 
Personality 
Common Ground And Difference 
Cultural Backgrounds 
Communication Skills Training (Question 11 b) 
Teaching Methods 
Cultural Aspects 
Difficulties 
Issues And Benefits (Quesiion 11 c) 
Issues 
General Benefits 
Benefits To Pharmacy Practice 
Benefits To Pharmacists 
Benefits To Pharmacy Businesses 
Conclusion 
Demographics 
Gaining Skills 
Building Relationships 
57 
58 
58 
58 
59 
61 
61 
61 
63 
64 
65 
66 
67 
68 
68 
68 
69 
69 
69 
69 
70 
70 
71 
71 
72 
72 
73 
73 
74 
74 
75 
75 
75 
75 
vi 
Learning More 
Concluding Comments 
CHAPTER 5: DISCUSSION 
Introduction 
Interpersonal Sensitivity 
Everyday Experience 
Time 
Relationships Matter 
Overview 
CHAPTER 6: CONCLUSION 
76 
76 
78 
78 
83 
88 
90 
92 
Summary 94 
Proposals For The Future 95 
Conclusion 98 
CHAPTER 7: REFERENCES 101 
APPENDIX ONE: PHARMACY COUNCIL COMPETENCE STANDARDS 106 
APPENDIX TWO: QUESTIONNAIRE DOCUMENTS 109 
vii 
FRONTISPIECE 
"This pharmacy is in a central city area which formerly supported seven other 
pharmacies within two blocks of us. I have followed the lead of my preceptor to 
continue to build strong relationships and we are now serving the great grand-
children of customers we had when I was an apprentice in a number of cases, 
which is most unusual for a central city pharmacy. Relationship building has been 
the key element in our survival where seven other pharmacies have failed. 
Customers travel right across town to reach us. A large proportion of our clients 
reside in a suburb where my brother closed a pharmacy five years ago. These 
clients pass at least two other pharmacies to come to us. This is all about 
relationships." 
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